
Strongly 
Disagree Disagree Neutral Agree

Strongly 
Agree

I received clear and understandable information over the phone.
It was easy to reach a customer service representative.
It is easy to access the information I need over the phone.
It is easy to request BEST information/forms over the phone.
BEST staff members are professional over the phone.

BEST staff members are courteous over the phone.
I received accurate, useful information over the phone.
I received timely customer service from my BEST phone experience.
Overall, my experience with BEST’s phone customer service has been positive.
When I make a request of BEST staff, I do not feel I have to follow up to ensure it 
gets done.

In an effort to improve customer service, we are conducting a survey to be completed by the purchaser of the BEST Prepaid 
contract(s). The survey has been composed to gauge the level of satisfaction regarding the service that you receive as a BEST 
Prepaid Plan customer so that we may serve you better in the future. Please help us by taking a few minutes to tell us about 
the service that you have received so far. The survey will take about 10 minutes to complete. Thank you for your time and 
for your input. We appreciate your business and want to make sure we meet your expectations.

You may complete this paper version of the survey and return it in the enclosed postage-paid envelope. Please return the 
survey by December 15, 2008. Alternatively, you may complete the survey online. To complete the online survey, please 
visit our website at www.treasury.state.tn.us/best and click on the “Customer Satisfaction Survey” icon.

Customer Service

1. Have you ever contacted BEST through its customer service phone line at 1-888-486-BEST (2378) or the local Nashville 
line at (615) 532-8056?       Yes      No  If yes, go to Question#2; if No, skip to Question #4.

2. Please rate the following statements regarding phone customer service based on your experiences with BEST:

3. I usually call the BEST customer service line:  Monthly  Summer
   Beginning of Fall Term  Near End of Fall Term
   Beginning of Spring Term  Near End of Spring Term

4. Regarding correspondence received from the BEST program, please rate the following statements:

Strongly 
Disagree Disagree Neutral Agree

Strongly 
Agree

Correspondence related to my BEST account(s) is received in a reasonable 
amount of time.
I was able to understand correspondence from BEST staff members relating to 
my account(s).
The information in correspondence from BEST is accurate.
Correspondence received from the BEST program is useful/meaningful to me.
When I make a request of BEST staff, I do not feel I have to follow up to ensure it 
gets done.
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The

5. Have you withdrawn funds from your BEST account?      Yes     No
 If yes, go to Question#6; if No, skip to Question #8.

6. For what purpose were the funds withdrawn?  Payment to School  Payment to Purchaser or Benefi ciary
   Rollover  Transfer

7. Please rate the following statements based on your experiences with BEST payment requests:

Strongly 
Disagree Disagree Neutral Agree

Strongly 
Agree

The process of requesting payments from BEST is easy to understand.
It is clear to me which forms are necessary to request BEST payments.
It is easy to locate the forms necessary to request BEST payments.
Forms necessary to request payment from BEST are easy to understand.
My payment request(s) are processed in a reasonable amount of time.
Overall, requesting payment from BEST was easy.

Payment Requests



Strongly 
Disagree Disagree Neutral Agree

Strongly 
Agree

The BEST website is easy to locate.

The BEST website is easy to navigate and locate the information I need.

The BEST website includes all the information I need to manage my account.

I use the e-mail link on the website regularly.

E-mails sent through the BEST website link are answered in a reasonable period 
of time.
Replies to e-mails sent through the BEST website answered all my questions.

Replies to e-mails sent through the BEST website contain accurate information.

BEST Website

8 Have you ever accessed the BEST website at http://www.treasury.state.tn.us/best/index.htm?      Yes      No
 If yes, go to Question#9; if No, skip to Question #10.

9. Please rate the following statements based on your experiences with the BEST website:

General Information

10. Please rate the following statement based on your understanding of and experience with the BEST program:

Strongly 
Disagree Disagree Neutral Agree

Strongly 
Agree

Earnings on funds invested with BEST are not subject to federal income tax.
Accumulated BEST educational units may be used at any college in the nation.
BEST tuition units may be used to pay for room and board.
BEST tuition units for one child may be used for the eligible college expenses of 
another child.
There is no time limit on using BEST funds for eligible educational purposes.
BEST tuition units may be used to pay for graduate or professional school.
Investments in BEST are smart because you pay future tuition costs at today’s 
prices.
It was easy to set up my BEST account(s).
My initial BEST purchase transaction was simple and easily accomplished.
The fl exibility of BEST contributions allows me to contribute as much or as little 
as I need to based on changing circumstances.
Investing in BEST frees me from having to make investment decisions for college 
savings.
Investing with BEST helps me avoid spending college savings on other things.
Investing with BEST encourages friends and family members outside the 
immediate family to invest in my child’s college education.
I would recommend the BEST Program to family and friends.

11. In what year did you fi rst enroll in BEST?  __________

12. Please use the space below to comment on any aspect of the BEST program and your experiences with it, and to offer 
suggestions on how we can improve the program for all its participants.

  _______________________________________________________________________________________________________

  _______________________________________________________________________________________________________

  _______________________________________________________________________________________________________

  _______________________________________________________________________________________________________

  _______________________________________________________________________________________________________

  _______________________________________________________________________________________________________

  _______________________________________________________________________________________________________

  _______________________________________________________________________________________________________

Comments / Suggestions

The information in this newsletter is subject to legislative change and judicial 
interpretation. It does not supersede nor restrict procedures or authority established 
under state or federal law. Statutory authority for BEST is contained in T.C.A., Title 
49, Chapter 7, Part 8.

Treasury Department; October 2008; Authorization #309226; 9,000 copies.
This public document was promulgated at a cost of 14¢ per copy.

Please return by December 15, 2008 in the enclosed envelope or 
mail to:

Tennessee’s BEST Prepaid Plan
P.O. Box 198786

Nashville, TN 37219-8786


